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[bookmark: _Toc80948563]Executive Summary
In this entire analysis, focus has been given upon understanding all of the ways in which the customer experience of John Lewis can be enhanced further. In this research, focus has been driven towards evaluating all of the methods that can facilitate in understanding what type of internal and external processes influences the business and its capabilities. The utilisation of SWOT, STEEPLE and other strategies has been put forward in this research. Moreover, focus has been given upon all of the factors that come out of these frameworks that include inflation, social media, and other aspects that can be utilised by John Lewis. Moreover, the way in which quality checking features are being implemented within the organisation in order to help enhance the longevity and utility of items has been detailed here in this research as well.
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[bookmark: _Toc80948564]Introduction 
Customer experience is the process of controlling all of the factors that an organisation undertakes with its prospective or loyal consumer and influences the manner in which every interaction that the consumer has with the business is enhanced. It is important to understand all the touch points that are created by the business as it facilitates in creating a better brand image for the organisation effectively. Through this assessment, the case study of John Lewis will be taken into consideration which is a premium retail enterprise in the United Kingdom. Through this assessment, a wide range of frameworks that will facilitate in internal and external analysis shall be elaborated moreover; focus will be driven towards understanding quality oriented theories through which it will be easier for different types of touch points to be assessed in effective manner. Moreover, focus can also be given upon creating of good form of customer service system that will help in enhancing consumer engagement at a further capacity. 
[bookmark: _Toc80948565]Organisation
John Lewis partnership is a premium retail organisation which has over 28,000 employees presently working within the organisation. The revenue of the business exceeds over £3.78 billion as per 2020 statistical information. Moreover, the business is able to operate in multiple locations with over 45 stores spread out across the country. The headquarters of the business is placed in London, England and the enterprise focuses upon providing a wide range of designer clothing products with high differentiation (Johnlewispartnership.co.uk, 2021). The organisational pricing strategy of the business is focused upon a premium methodology being implemented for consumers. The organisation provides a wide array of items into the market that includes of watches, jewellery, clothing items, cosmetics, and more products. The business is able to sustain itself for many years and has been a competitor to a wide range of businesses such as Tesco, Morrison's, Asda, and other companies.
The spread of the corona virus across the country has increased the issue of maintaining good relations with consumers as the way in which the touch points can be configured in order to communicate with consumers has become much more difficult to keep track of. Presently, the needs of the consumers are altering owing to which, John Lewis is unable to understand what the present concern of customers are and what type of criteria they are looking for when interacting with an organisation. In such a circumstance, it is imperative that courses given upon having a higher margin of knowledge on customers through which engagement aspects can be enhanced further that will directly facilitate in creating a prospect that will aid in performance elevated. John Lewis is known for having high quality retail stores through which a wide tray of good quality communities is provided to consumers however, the numbers of consumers that are visiting retail stores has become none owing to which, the business has been in unstable position in the country (Johnlewispartnership.co.uk, 2021).

[bookmark: _Toc80948566]Swot analysis
[bookmark: _Toc80948567]Strengths: John Lewis poses an incredibly high margin of goodwill in the market as an organisation that provides high quality communities to consumers. Another major advantage of the organisation is that it has extended margin of goodwill when it comes to having a diversified set of employees present within the organisation through which it is easier for there to be inclusiveness present (Gürel and Tat, 2017).
[bookmark: _Toc80948568]Weaknesses: The business has not been able to sustain itself over the last year as the spread of the corona virus has directly impacted the sales margins of the organisation and has weakened the physical stores of the business that used to sustain itself. Another weakness is that the business has not been able to innovate over the last year since the access to employees has been very low and the business has had to lay off many subordinates as well since relations have not been optimal.
[bookmark: _Toc80948569]Opportunities: The business has the chance of being able to utilise several resources and capital in order to facilitate the process of expansion once the corona virus takes and. This can facilitate the business to be able to perform franchising without actually having to set up retail stores and only focus upon operations being setup that will help in providing commodities through the resistance in new countries such as Japan, Australia and others that will directly help in utilising the brand value the organisation without having to spend exponentially and retail stores being created (Phadermrod et al., 2019).
[bookmark: _Toc80948570]Threats: A wide number of companies are a direct threat to the business and its operational advantage being undertaken. These different types of companies might include Asda, Tesco, Marks & Spencer's, Morrison's, and other companies that implement lower types of pricing strategies in order to obtain markets market segments. The spread of the corona virus has also increased the uncertainty of the organisation when it comes to approaching the mindset of the consumers as the touch points of the business has become splattered in nature and businesses unsure what type of products to provide to consumers in the present climate.
[bookmark: _Toc80948571]STEEPLE analysis 
[image: https://www.professionalacademy.com/media/images/STEEPLE%20final.png]
Figure 1: STEEPLE analysis
(Source: Hunger, 2020)
[bookmark: _Toc80948572]Socially, the increased level of population in the United Kingdom is one of the major factors while the spread of the corona which is triggering un-ambiguity in consumer behaviour as the large amount of consumer base is making it tougher for the organisation to be able to understand how future behaviour can be predicted. The total number of people that are presently functioning within the United Kingdom is over 67 million and this number is expected to rise by one quarter in the coming few years (Weeks, 2020). In the case of John Lewis, this is a negative impact as the sudden shift in behaviourism owing to coroner has made it difficult for John Lewis to anticipate what type of touch points would be effective on the consumers.
[bookmark: _Toc80948573]Technologically, it can be understood that major factors such as social media have risen as another new aspect that companies such as John Lewis need to pay a higher level of attention to it in order to influence consumer help in creating multiple different branding opportunities through various pages and posts on several different platforms. Some of the platforms that John Lewis can utilise include Twitter, Facebook, and others were by which, influencer marketing, boost posting, and other types of strategies can be put into action (Greenwood et al., 2016).
[bookmark: _Toc80948574]Economically, the inflation rate is presently at 0.6% in the last quarter of the United Kingdom as this has been a rising element which has directly contributed towards a higher level of resources being required to utilise in order to procure a wide variety of resources that can directly aid more materials being brought into the organisation to facilitate introduction. John Lewis has been facing a huge level of losses due to this increase in inflation as the business is unable to not only meet losses but also face extended prices in the market that are directly contributing towards an imbalance being created (Malmendier and Nagel, 2016).
[bookmark: _Toc80948575]Environmentally, it can be understood that the spread of the corona virus has taken up a huge impact on John Lewis as the business is not able to sustain its retail outlets effectively (Singhal, 2020). Earlier the business focused upon traditional marketing however that avenue has been shut down since online revenues are rising. The business has the opportunity of influencing the mindset of consumers by focusing upon corporate social responsibility activities that will facilitate the business to be able to stay in a position that will enable the scope of not only providing environmental support through planting trees, recycling activities and others but it can also aid in creating our better organisation and consumer relationship.
[bookmark: _Toc80948576]Politically, the introduction and initiation of Brexit caused an immense level of turmoil within the country as foreign investments are much more difficult to procure. It has become an incredible issue to be able to maintain harmony with the organisation as you employees that are working within John Lewis are leaving the enterprise for job security in other countries. This has directly created lesser margins of capital for the business and its organisation activities and has diminished the way in which performance can be initiated as well (Arnorsson, A. and Zoega, G., 2018).
[bookmark: _Toc80948577]Legally, a wide range of regulations are present that must be complied with in order to facilitate in ethical compliance being met effectively. Data Protection Act 2018 is of regulations that facilitate in preventing insider trading and puts forward the idea of conserving the data of consumers and other stakeholders in a private capacity (legislation.gov.uk, 2021). Another framework which is attractive implemented within the organisation is implementation of the Employment Act 2002 this directly contributes towards helping in creating an anti discriminatory environment that can facilitate in better payment for variety of genders and also putting emphasis upon diversity being created within John Lewis. This facilitate in impacting and creating a much more empowering environment. Even with the spread of the corona virus, having a mindset that focuses upon legal boundaries is important as it prevents unethical activities to be eliminated and compliance driven actions to be undertaken effectively.
[bookmark: _Toc80948578]Ethically, an organisation should comply with the Code of Conduct that has been established by the managerial heads and ears of an organisation. This facilitate in being able to create a prospect through which it is easier for there to be transparency, honesty and collaboration present between employers and employees shareholders and other platforms of stakeholders. For John Lewis, it is important that the business is able to focus upon focus upon ethical boundaries as this facilitate in being able to create a much more transparent environment within the organisation through which it is much more easier for that to be teamwork and collaboration facilitated.
[bookmark: _Toc80948579]Marketing mix
[bookmark: _Toc80948580]Process: In the context of John Lewis, since the business focuses upon a premium to be implemented, the process of total quality management system has been implemented in the operational lines as this has created an avenue through which different types of clothing products and accessories, and jewelleries are able to have a higher margin of polish. Any type of errors and issues that takes place in the production line is eliminated through this process when implemented
[bookmark: _Toc80948581]Places: Some of the locations where John Lewis aims towards expanding upon include multiple locations such as Japan, India, Australia and other places as these have a high margin of collaboration present within them. Moreover, in these places, digital marketing will take place and of organisational focus upon a franchising strategy with elaboration from other businesses and suppliers (Londhe, 2014).
[bookmark: _Toc80948582]Product: The organisation will initiate a new line of safety masks and gloves through which the primary need of consumers will be focused upon my John Lewis. This will facilitate indirectly satiating the need of consumers and making sure those sales is being obtained effectively in new countries as well as the United Kingdom presently.
[bookmark: _Toc80948583]Promotion: the organisation will no longer emphasis concentration upon traditional form of marketing as that has become archaic in nature and the business will resources in online and digital advertisement as this will facilitate in creating demand through boost posting, celebrity advertisements, and other types of strategy locally and internationally to take place.. This is beneficial for John Lewis as online marketing is much cheaper in nature and can help in tracking the responsiveness of consumers as a much larger capacity than traditional form of marketing (Khan, 2014).
[bookmark: _Toc80948584]Physical evidence: In order to connect with consumers appropriately, it is important that focuses given upon redesigning the logo and trademark of the organisation as this will enable better connection to be established at a higher capacity. This will directly aid in making sure that John Lewis consumers are able to feel our sense of the invigoration from the plan when being approached through your advertisement.
[bookmark: _Toc80948585]Pricing: In terms of price the organisation report concentration upon a premium pricing strategy being implemented and delivering on a high quality so that the high prices of the business justifies the which is being delivered the new masks and safety equipment that is being provided. This will help in ensuring that longevity of commodities and durability is being provided at a high-capacity into the market that will help sustain the brand value of the business. 
[bookmark: _Toc80948586]People: Around 500 new employees with digital skills will be brought into the organisation will help in designing, writing content, and planning the way in which the organisation itself and help in delivery of commodities directly to the homes of consumers rather than taking consumers come to the retail stores of the business to buy a commodity (Todorova, 2015).
[bookmark: _Toc80948587] Quality systems and controls for consumers in times of crisis like corona virus
In the context of John Lewis, the organisation has had to lay off a wide range of employees in the last few months due to the closure of the physical stores of the business in a wide range of places. Since employees have been laid off, the existing subordinates that are working within the organisation are in a state of de-motivation. This directly impacts on the quality of products that are being created by his remaining employees as they are unmotivated and feel a higher sense of job insecurity in the workspace. More moreover, since quality systems are still put into action, employees feel a lesser margin of flexibility and freedom within the organisation and feel continuously threatened by the jobs being lost in the entire process of the corona spreading (Mosadeghrad, 2014).
Transformation of workstation and focusing more upon automation is a major aspect that focuses upon altering the way in which quality aspects are being implemented within the organisation. Since employees are being minimised, technological rewards, and other forms of automated systems being brought into John Lewis so that active replacement can take place. This is facilitating in a high margin of capital being utilised in order to create a system through which it is easier for there to be human unless production systems to be initiated. However, the personal touch that an individual has on garments is lost in this entire process. Owing to which, any form of differentiation between products is not present. This is replaced by higher margin of uniformity in the products that directly contributes towards no bias being present amongst commodities (Hunger, 2020).
Changes in regulations is a major factor that is creating much more higher stress on quality management systems as data protection act, employment act are becoming much more strict. Owing to this, the business is unable to collect information at a much quicker pace on consumers without taking their consent. Moreover, much more stringent factors on employment are being introduced as well owing to which, higher pay is being introduced for subordinates through which, focus upon the quality is emphasised. Higher pay directly affects the ability of the organisation to procure more resources as capital is diminishing. Similarly, Data Protection Act facilitate in strategies of the organisation to be maintained however, with the presence of this particular regulation, it is difficult for open discussion of ideas that might help in innovation to take place that directly affects the quality of communities which are being created because of secrecy being maintained.
Presently John Lewis is moving towards a much more basic structure internally within the organisation as the enterprise is focusing upon creation of divisional formation. Owing to the transformational change that is taking place in the organisation, there is a shift in the type of mindset that employees have. Organisation transformation showcases two lower-level supporters who are unexposed that there is some form of error present owing to which, strategies are being altered. This can directly create de-motivation in the mindset of employees and create a lower margin of performance being sustained for individuals (Ngambi and Nkemkiafu, 2015). This does not facilitate in being able to extend performance to be raised as the business is undergoing change at a managerial level owing to which, it is difficult to maintain order in the lower strata of the business.
An increased level of competition is also a major factor that is operating against the company and its progress as other types of businesses such as Tesco, Asda, Marks & Spencer's are also implementing similar forms of online strategies that facilitate you to be able to perform even if physical retail stores are not operating. However, due to the increased level of competition, the product of John Lewis might seem deteriorated in nature as there is depletion in the number of employees that are present within the organisation. This creates discrepancies in products that were produced earlier and presently (Patyal and Koilakuntla, 2017).
[bookmark: _Toc80948588]Systems that support the organisations quality processes and why these systems are effective in meeting customer requirements and maintaining good consumer relationships in times of crisis like corona virus
It is essential within any organisation to be able to maintain good customer relationships as this facilitate in achieving benefits such as better interpersonal bonds, high loyalty, and being able to have success with future products and new launches as well. However, the challenges of maintaining good relationships is that differentiated marketing high emphasis on quality and value should be provided in the market as per the price. These are aspects that consumers primarily focus upon when the remaining if they should consider a commodity (Suwandej, 2015). 
In the context of John Lewis, a wide variety of quality systems are present through which the business is able to assure good quality products and services into the hands of the consumers.
A wide variety of systems there are directly supports the quality management strategy of John Lewis. One of the strategies is to put emphasis upon continuously developing products and commodities through research and development endeavours. The organisation puts emphasis on primary and secondary research strategies that facilitate in bringing information through interviews, surveys, and literature review from a wide range of scholars. All of these facilitates in understanding what type of perspectives are held by everyday consumers and respectable authors as well. It is through these types of strategies that John Lewis has been able to outperform itself and create a wide variety of clothing commodities that are focused towards the premium line and provide high value to consumers considerably (Mukhopadhyay, 2020).
In order to enhance the quality of the business, continuous training and development is provided within the organisation so that new employees as well as old subordinates are able to learn about different types of clothing trends and accessories so that wider margin of design items can be created effectively with competence. In the training and development process, concentration is given upon good finishing as well as this helps in increasing the premium less of the products which are being facilitated. This also helps packaging the commodities at our good capacity as consumers are able to have of optimal experience when interacting with the products of an organisation for the first time.
Quality managers are an essential aspect of John Lewis as these are people who ensure that all of the communities which are being created are under their supervision so that any type of issues related to the products can be mitigated quickly. This facilitate in being able to provide a comprehensive 360 degree approach whereby which, at every step of the production line and resource procurement, the policy setting manager is present so that it is much more easier for efficiency to be achieved over what kind of goods are being released by the business into the market. (Goetsch and Davis, 2014)
A wider range of rewards and incentives is being utilised in John Lewis so that it was much easier for there to be a higher capacity of motivation provided to employees that directly aids in creating a process that facilitate in more quality commodities to be created. The higher margin of the rewards being provided to employees the more likely it is that they will be driven towards working with a high level of concentration and for longer time periods that will directly affect the product being created and the quality which is being provided to the market.
In order to meet the expectations of consumers, it is important that a mixture of all of the above systems is put into action. This enables the prospect of enhancing the good customer relations that are being created and facilitate in making a much more streamlined process through which it is easier for there to be overall growth of products and services. In order to understand customer requirements, instances of several products can be taken into consideration. For instance, when purchasing any type of shots from John Lewis, consumers expect a high level of finish with the communities which they are receiving. In order to obtain this competence, in the organisation, training and development processes must be performing at its highest capacity. This will ensure that better output oriented actions are taking place within the organisations that will facilitate in being able to create a process through which high-grade clothing items can be provided (ISO, 2015).
Apart from this, in order to maintain proficiency, it is important that information is collected from consumers on a consistent and frequent basis. This facilitate in understanding if any type of complaints present from customers helps in implementing a mitigation strategy that facilitate in being able to increase the performance of the organisation exponentially. In accordance with the information that is collected through feedback, quality managers can create pressure in the workspace that directly facilitate in relation strategies for design, colour, effort been provided on stitching and other aspects of clothing being created. All of these aspects are necessary within John Lewis as it helps in ensuring that the enhanced level of production that is taking place is with good measures so that no type of defects are promoted. 
Moreover, in order to elevate the performance of the products of the business, focus upon improving all the touch points of the organisation is a major aspect that the business should focus upon. From the starting point of marketing to the end point of sales, in between this entire process, the business must focus upon enhancing its communication, better visualisation through trademarks and logos, and enhance packaging as well. This will directly facilitate in being able to create a much more user-friendly experience that will ensure that future sales is being maintained at a high capacity. In accordance with the touch point experience that is being provided to consumer, it can be understood which other areas an organisation is exceeding and how it can perform even better. In accordance with performance of the device, reward and distribution strategies can be implemented organisation that will ensure high performance to be sustained (Velikorossov et al., 2020).


[bookmark: _Toc80948589]Conclusion 
In this research, a wide variety of aspects has been analysed in the case of John Lewis. The way in which the organisation is finding it difficult to maintain good customer experience with consumers has been detailed here. The difficulty of the organisation to be able to adapt to the changing mindset of consumers is a major aspect that has been taken into consideration in this study. A wide variety of frameworks has been evaluated in this research whereby which, external, internal and market influencing factors has all been analysed. Some of the factors that have been pinned down in this research includes of ethics, technological advancement through social media, and other types of areas as well. Moreover, the impact of all of these factors on John Lewis has been detailed here in this assessment. In the final sense of this assessment, focus has been given upon understanding of the ways in which the organisation is implementing quality systems processes through which development of communities is being facilitated effectively.
[bookmark: _Toc80948590]Recommendations
A wide range of recommendations can be made in order to help John Lewis perform better further: 
· In order to develop the customer experience, a wide variety of online website designers can be brought into the organisation that can help the touch points of the website and e-commerce avenues to develop as a further capacity. Moreover, the packaging of various types of products of John Lewis can be enhanced as well through which the utility and experience of the un-boxing, the community can be enhanced as a great capacity. This will directly facilitate in being able to reach a point of performance that will enhance customer user experience and high-capacity.
· It can be recommended that the organisation should rebrand this website and focus upon a higher level of security being maintained for consumers when products are being delivered to them through delivery systems. This will help in managing the expectations of consumers and high-capacity that will of major aspect that can facilitate in creating our prospects through which it will be easier for the organisation to be able to perform exceedingly well. Moreover, in the case of the enterprise, it can also be suggested that the business should focus upon minimalistic style and colours so that consumers with a higher sense of taste can be drawn into the business and its website effectively.
· Finally, the last recommendation that can be suggested is that the shop focus upon enhancing the user experience of the consumer by focusing upon creating a much more interactive advertisement campaigns that are experimental in nature. This will facilitate in creating advertisements that ask consumers to take participation and get different types of discounts, coupons that will help in aligning the mindset of the business with the consumers much more effectively. Moreover, it can be understood that in the case of John Lewis, the business should focus upon being able to use club membership passes within the organisation for customers as this will enable the prospect of more bombs to be created with consumers and effective capacity that will directly affect the way in which relationships are being enhanced in the long run.
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